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JOB DESCRIPTION
	
JOB TITLE:  ICT Service Delivery Manager


	
LOCATION:  The Crest Girls’ Academy 


	
GRADE/SALARY: Up to £55,000 including London Weighting

	
EACT PURPOSE:  To promote excellence in education through the development, implementation and support of business-driven ICT


	
JOB PURPOSE:  

· To manage the delivery of ICT services across the Academies’ site to establish high quality provision to all users based on a customer service ethos
· To manage the customer satisfaction and ensure that the Service Levels are achieved. The role includes the establishment and management of service levels with internal customers and external service providers.
· Plan for major developments of the ICT service and project manage their implementation
· To work closely with staff at all levels to obtain an overall view of the capabilities of the academies ICT service and contribute to continuous improvement to meet future needs 
· To manage and develop the Academies’ ICT Help-Desk and its staff
· To develop, implement and manage the Academies ICT systems to FITS (Framework for IT Services) standards
· To ensure the high availability of the Academies’ ICT systems including the development, monitoring and testing of the ICT Disaster Recovery and Business Continuity Plans
· To capture and document business requirements and business processes
· To document of key systems
· Provide first and second line support for the Academies’ ICT queries with escalation to internal and third party resources as appropriate
· To manage backups and operational data security
· To work with external agencies to keep up to date with developments in ICT to benefit the service.
· To provide complex technical advice and information around ICT to contribute to the academies improvement plans.

	REPORTING LINES: 
Post holder reports to: The Financial Director of the Crest Academies
Staff reporting to this post: ICT support staff
Liaison with: Teaching and non teaching staff


	
KEY RESPONSIBILITIES 
· Management of the three Academies’ ICT service
· Management of an ICT Service Delivery Team, being responsible for career development and appraisals
· Management of and contribution to expenditure of all relevant budgets
· To manage the Academies’ ICT Helpdesk effectively and to FITS standards
· To work with the Principals and other senior leaders to agree service levels with internal customers and external service providers
· To build service relationships with teaching and support departments
· To ensure helpdesk calls are logged and closed within agreed service levels
· To maintain an accurate, prioritised and up to date project schedule for the Academies’ systems
· To deliver enhancements to the Academies’ systems as agreed with the principle and senior management team
· To document business requirements and business processes for all system developments to a high standard
· To ensure that all core systems are documented to an appropriate level
· To ensure that all core systems are managed to best practice standards, including backups, data security and business continuity
· To undertake EACT’s Certificate of ICT Competence for the Academies’ ICT Team and develop, implement and monitor plans to ensure continued compliance
· To identify serious technical issues arising from any ICT event, ensuring that appropriate action is taken, including referral, escalation and involvement of third party support partners
· Attend service review meetings: areas covered will include performance reports, service improvements, quality and processes
· To develop and facilitate workshops and training courses
· Responsible for the safe and secure keeping and maintenance of the Academies’ server rooms and associated ICT equipment.
· To ensure that the Academies comply with Health and Safety legislation in relation to ICT equipment and its use
· To ensure the academies are acting responsibly and legally with respect to copyright, computer misuse and data protection.
· Liaison with EACT Head Office ICT support teams, including the attendance of EACT ICT Team Leader meetings. Provision of statistics to EACT Head Office as required.
· To undertake the implementation of EACT Head Office strategies, policies and applications as required.
· Any other duties commensurate with the grade of the post


	Review
· The job will be subject to annual / performance review. It may be amended at the request of the senior leadership team or at the request of the post holder after consultation
· The duties of the post could change based on the needs of the academies, legislation, technology or policy and appropriate training will be given to enable the post holder to undertake new or varied work. The job description should be reviewed annually.
· Where them post holder is uncertain regards any user request advice shall be sought from the line manager.
· Observance of Confidentiality, Health and Safety Policies and Internet Code of Practice will be required.













PERSON SPECIFICATION
1. Elements required to undertake the job are provided under specific headings. Each element is essential or desirable as indicated by an E or D in the “E/D” column.
2. How the evidence will be tested is indicated under the remaining columns.
3. Code
E/D: - Essential or Desirable
A: - Application Form
I: - Interview/Test
R: - Reference
	A
	Qualifications, experience and knowledge
	E/D
	A
	I
	R

	
	Successful experience of leading edge use of ICT and understanding of the learning and education environment
	E
	√
	√
	√

	
	Successful experience of the development and management of ICT infrastructure and networks in distributed, complex and heterogeneous ICT environments
	E
	√
	√
	√

	
	A knowledge and understanding of CISCO 
	D
	
	
	

	
	Experience of managing diverse teams of staff
	E
	
	
	

	
	Experience of dealing with unions
	E
	
	
	

	
	Experience of implementation and management of a professional ICT Helpdesk
	E
	√
	√
	√

	
	Experience of documentation of ICT systems
	E
	√
	√
	√

	
	Excellent communicator with experience of leading and feeding into working groups with multiple stakeholders
	E
	√
	√
	√

	
	Experience of developing and testing business continuity and disaster recovery plans 
	E
	√
	√
	√

	
	Qualification in project management methodologies to Prince II Foundation level (or equivalent)
	E
	√
	√
	

	
	Qualification in FITS to foundation level
	E
	√
	√
	

	
	Experience of programme management of ICT projects from project inception to post-delivery
	E
	√
	√
	

	
	Experience and knowledge of CISCO systems
	D
	√
	√
	

	
	Experience of negotiating with and managing third party suppliers, including management and assessment of their compliance to service levels
	E
	√
	√
	

	
	A good understanding of diversity and community engagement
	E
	√
	√
	

	
	MCSA/MCSE qualified
	D
	√
	√
	

	
	Degree-level qualified or equivalent experience

	E
	√
	√
	

	B

	Skills and Abilities
	E/D
	A
	I
	R

	
	Ability to collate business requirements 
	E
	√
	√
	√

	
	Ability to create professional documentation to a high standard
	E
	√
	√
	√

	
	Sound technical skills – experience of the implementation of large and complex systems 
	E
	√
	√
	√

	
	Excellent communication skills, including ability to deliver concise, timely reports both verbally and in writing
	E
	√
	√
	√

	
	Well developed interpersonal and relationship management skills
	E
	√
	√
	

	
	Excellent project and programme management skills
	E
	√
	√
	√

	
	A pro-active approach to effective risk management
	E
	√
	√
	√

	
	Ability to build effective working relationships with staff, students, senior leaders and trade union representatives 
	E
	
	
	

	
	Ability to use the policies and procedures to effectively manage staff
	E
	
	
	



	C
	Attitude and behaviours
	E/D
	A
	I
	R

	
	A commitment to equality and diversity 
	E
	√
	√
	√

	
	Awareness and sensitivity to ensure the well being of the ICT team.
	E
	√
	√
	√

	
	Performance orientated and sets and achieves high standards and commitment to own CPD
	E
	√
	√
	√

	
	Professional demeanour which commands confidence
	E
	
	√
	√

	
	Highest standards of personal integrity
	E
	
	
	√

	
	Team player
	E
	√
	√
	



	D
	Personal Circumstances
	E/D
	A
	I
	R

	
	Ability to work occasionally on evenings and weekends to undertake essential system upgrades
	D
	√
	√
	

	
	Ability to work flexibly (e.g. occasional home working)
	D
	√
	√
	

	
	Excellent punctuality record and reliability

	E
	
	
	



This post is subject to an enhanced Criminal Record Bureau check
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